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Florida Plan will be smoke-free

T

o protect employees' health,
Blue Cross and Blue Shield of
Florida has joined a growing
number of BCBS Plans in eliminating
tobacco smoke. Effective January 1,
1988, smoking will be prohibited in all
facilities owned or leased by the
corporation, including vehicles.
A survey conducted in January
indicated that, today, 27.8 percent of
BCBSF employees smoke, compared
with 32 percent in 1985, when a
limited smoking policy was imposed
following careful internal study and
passage of Florida's Clean Indoor
Air Act.
Current policy prohibits smoking in
areas of common use and encourages
management and employees to develop

smoking arrangements for their work
areas. But a recent survey showed the
policy hasn't been effectively enforced
companywide, and that a growing
number of employees complain about
smoke. Recommendations for a revised
smoking policy were developed from
the survey results and other employee input.
Following the recommendations, and
in support of the Florida Plan's estab
lished value that employees are its most
important asset, executive staff, acting
May 28 as the Human Resources
Committee, approved a smoke-free
workplace policy.
According to the new policy, a
Project Planning Committee of smokers
and nonsmokers has been appointed to

develop an· implementation plan. A list
of the committee representatives was
distributed recently for informational
purposes, should employees have
questions or comments during the
planning. During implementation of the
policy, all reasonable aid and support,
including smoking cessation pro
grams, will be offered to smokers who
need help.
Many BCBSF employees feel that, as
Florida's leading health insurer, the
Florida Plan should take the
responsibility for providing a smoke
free workplace as a pro-active measure
to protect employees. Members of the
Project Planning Committee solicit the
support of all employees to assure the
success of the revised smoking policy.

BCBSF Medicare supplement surpasses the
competition

I

n Florida last year, 47 of 98
Medicare supplement insurers
paid out in claims less than the
60-percent standard, the Tallahassee
Democrat reported. Despite that,
Insurance Commissioner Bill Gunter
said, residents of most other states
aren't as well protected as those in
Florida, where the overall Medicare
supplement payout was 82 cents on the
dollar in 1986.
That's primarily because the two
companies that controlled 55 percent
of Florida!s $362-million Medicare
supplement market have loss ratios that
far exceed the 60-percent standard, the
article stated.
BCBSF, the largest Medicare
supplement insurer with more than
$120 million in premiums last year,

paid an average of more than 86 cents
in claims for every premium dollar.
Prudential, second largest, lost money
in Florida, paying an average of $1.01
in claims for each of its $80.3 million
premium dollars.
Of the other Medicare supplement
insurers, only about hall paid above the
60-percent standard. Ten companies
that sold more than $1 million worth of
Medicare supplemental insurance failed
to meet the standard last year,
including some that have been
criticized for deceptive sales practices.
last month, Gunter's office sent
letters to companies warning that they
may be required to lower their
premiums unless they can prove they'll
soon meet the 60-percent standard.

Smith is appointed
Regional V.P. for HEALTH
OPTIONS, Inc.
Richard M. Smith has been named
regional vice president of HEALTH
OPTIONS, Inc. He'll continue to di
rect the operations of HEALTH OP
TIONS of South Florida, the third
largest HMO in Dade, Broward and
Palm Beach counties.
Smith became executive director
of the South Florida office in March
1986. Since then, it has tripled its
membership to more than 64,000
members.

Competitor Report:

Humana, Inc.
from the

Marketing Research Department
Humana,Inc.,the Louisville,Kentucky
based hospital management company,
recently purchased International
Medical Centers (IMC) by depositing
$40 million with the Florida
Department of Insurance to satisfy
claims by doctors,hospitals and other
IMC creditors.
In negotiations that lasted almost a
year,Humana successfully acquired
IMC by outbidding 10 other com
panies.How will this affect BCBSF?
Humana is the second largest
investor-owned hospital company in
the United States,and the first to start
its own prepaid health insurance plan,
Humana Care Plus.Nationwide,
Humana owns and operates 89
hospitals. Despite severe financial
losses in 1986,it's still considered a

financially sound,aggressive,market
oriented company.
In Florida,Humana owns 17
hospitals and has PPO and HMO
networks. Its PPO network is
concentrated primarily in the state's
southern and central regions,where its
greatest number of hospitals are
located. Their HMO,Humana Health
Plan of Florida,has offices in Tampa,
Orlando and Jacksonville.
IMC was Florida's and the nation's
largest HMO.Its insolvency followed
cancellation of its Medicare contract,
charges of mismanagement and fraud
by its owners,and more than two years
of complaints of inadequate service to
members.Since May,IMC has lost more
than 20,000 members,and current
membership stands at 115,130.It
appears that three-fourths of the people
leaving IMC went back to indemnity
programs.
Humana's purchase of IMC,which
recently was renamed Humana Medical
Group,will greatly increase Humana's
market penetration in Florida's over 65
market.Although Humana has intro-

duced new Medicare supplemental
products to the over 65 market,it
hasn't been a major competitor in this
market segment. Humana's acquisition
of IMC could change that,and BCBSF
could be faced with stiff competition.
How much of a challenge Humana
Medical Group will present to BCBSF
depends on several factors: availability
of financial resources to sustain the
Humana-IMC venture,Humana's ability
to overcome IMC's questionable
reputation and prevent large numbers
of subscribers from disenrolling,the
successful marketing of Medicare
supplemental products,and the further
expansion of Humana's HMO and PPO
networks in Florida.The Florida Plan
currently enjoys a significant share of
the over 65 market.How competitive
BCBSF remains in this market depends
largely on Humana's ability to overcome
the factors cited above,as well as
BCBSFs ability to deliver over 65
products that provide the type of
benefits,depth of coverage and
customer service this market demands.

Customer Service
Many, many thanks
Among several letters to Edith Bowden
(Field Service Representative HIS,
Pensacola): "...the lone example of an
insurance _employee to whom I have
spoken in recent months who was not
only polite bur also helpful;" "...your
excellent Medicare presentation ...was
concise,well done and extremely
informative and helpful..;" "...as a
result of your efforts,(our) staff will
be better able to perform their
duties..."
"Fortunate to have her"
"l wish to commend Phyllis Weingarten
(HIS Customer Service Representative,
Fort Lauderdale) for her dedication and
complete follow-through ...I cannot
praise her enough,not only for this
instance, but for many other instances
in which she helped ...you are very
fortunate to have her in your employ,
especially in this day and age when
most employees do not take
responsibility ..."
2

Getting the right person
"...You (Sheila Cross, Customer
Service Representative,Medicare B
Claims) promised me,even though I
was leaving Florida ...that you'd stay
with me ...you've been a doll and I
can't thank you enough.It simply tells
me,once one gets the right person on a
case,it gets whipped into shape."
Prompt service pleases
"I was quite pleased with the prompt
service l received from Medicare B.

Everyone I spoke to by phone was very
courteous and helpful ...You should
be proud of your pleasant and effi
cient staff."
Deserving of praise
"...Lola Marsh (Customer Service
Representative,Health Options of
Jacksonville) has been extremely helpful
in processing my claims.Not only has
she gone beyond the call of duty in
assisting me,but she has done so in a
patient,polite and efficient manner."

Superior Customer Service is when ...
You receive the help you need in a timely and professional manner.
Also, when the information is given courteously, and if in person,
with a smile, regardless of how irritable the customer may be.
Superior service is helping others overcome the boundaries that
they have put up for themselves.
Renita White, Medicare B Claims

Men's no. I team wins Bold
City championship
Having won the second-half Bold
City Industrial League championship
with a 14-3 record,the BCBSF Men's I
softball team finished 1-2 Labor Day
weekend in the Industrial Class A
National Softball Tournament in
Dothan,Alabama.They lost two
heartbreakers in extra innings,8-7
and 12-8.
"It was an honor to go to a nation
al tournament and play against
teams from all over the country,"

BCBSNEWS
BCBSA announces stock option
for new company
The BCBS Association is offering its
Plans stock in BPS,Inc.,which will
provide a new option for serving
national and local benefit accounts.The
new company initially will provide
extensive operational support through a
national account delivery center based
at BCBS of Missouri,which will operate
as a central site for claims processing
and administration.BPS also will
establish an operations research and
technical assessment consulting service,
supporting such areas as operations
research,information technology,
technology assessment,software
development and maintenance,and
implementation planning.BCBSA
President Bernard R.Tresnowski said
that BPS "signifies our system's
continued commitment to the health
care industry and provides Plans with
an important tool for capturing
new business."

Study shows private, long-term
care plans give minimal
protection
With average premiums from $318 to
$1,496 a year,the private long-term
care insurance currently on the market
is too expensive and too filled with
restrictions and exemptions to offer the
elderly much protection,says a
Brookings Institution research team
that studied 31 policies offered by 24
companies.The number of policies on

coach Johnny Rhoden said."We feel
we represented the City of Jackson
ville and Blue Cross and Blue Shield
of Florida in the highest manner.
Hopefully next year we can qualify
again and put the other teams on
the low end of those scores."
Team members are Larry Shepard,
Reagan Soots,Greg Swift,Billy Jones,
Mike Burke,Mark Hughes,Bobby
Wilson,Frank Giordano,Travis
Bullard,Hal Markowitz and Larry
Bold,Jr.

the market has doubled since 1983,but
while insurers "are starting to take more
risks " by covering home and custodial
care,lengthening the coverage time,
and covering mental disorders,"the
bias is still toward skilled nursing home
coverage," they report.
Almost all policies require
hospitalization before they'll cover
skilled nursing home care,which
excludes "at least 25 percent of nursing
home admissions who come from other
places." Some also restrict where
covered skilled nursing care may be
delivered.Intermediate nursing care is
covered by 74 percent of the policies
studied,and custodial care by 87
percent.All of the policies offer
indemnity coverage,but few allow the
payment per day to rise or fall with
general inflation.Insurers should "focus
on adjusting benefits for inflation,
guaranteeing renewability of policies,
and clarifying definitions of levels of
care covered," the team concluded.

Employers like HMOs
Of almost 2,200 employers recently
surveyed,a third had HMOs as part of
their employee benefits,and 90 percent
of them said they were satisfied.Half of
them rated HMOs as "best overall,"
compared with PPOs and indemnity
plans.Employers with HMOs cited
lower costs and a broader benefits
selection as primary reasons they
offered an HMO option.The study by
the Metlife Healthcare Management
Corporation also found that employers
with 50 or more employees were more
likely to offer an HMO option than
those with fewer employees.

Why so many medical
BCBS leads cost cuttin�
One in seven medical tests i
error or unreliable.The Ame
Medical Association found le
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financially sound, aggressive, market
oriented company.
In Florida, Humana owns 1 7
hospitals and has PPO and HMO
networks. Its PPO network is
concentrated primarily in the state's
southern and central regions, where its
greatest number of hospitals are
located. Their HMO, Humana Health
Plan of Florida, has offices in Tampa,
Orlando and Jacksonville.
IMC was Florida's and the nation's
largest HMO. Its insolvency followed
cancellation of its Medicare contract,
charges of mismanagement and fraud
by its owners, and more than two years
of complaints of inadequate service to
members. Since May, IMC has lost more
than 20,000 members, and current
membership stands at 1 1 5 , 1 30. It
appears that three-fourths of the people
leaving IMC went back to indemnity
programs.
Humana's purchase of IMC, which
recently was renamed Humana Medical
Group, will greatly increase Humana's
market penetration in Florida's over 65
market. Although Humana has intro-

duced new Medicare supplemental
products to the over 65 market, it
hasn't been a major competitor in this
market segment. Humana's acquisition
of IMC could change that, and BCBSF
could be faced with stiff competition.
How much of a challenge Humana
Medical Group will present to BCBSF
depends on several factors: availability
of financial resources to sustain the
Humana-IMC venture, Humana's ability
to overcome IMC's questionable
reputation and prevent large numbers
of subscribers from disenrolling, the
successful marketing of Medicare
supplemental products, and the further
expansion of Humana's HMO and PPO
networks in Florida. The Florida Plan
currently enjoys a significant share of
the over 65 market. How competitive
BCBSF remains in this market depends
largely on Humana's ability to overcome
the factors cited above, as well as
BCBSF's ability to deliver over 65
products that provide the type of
benefits, depth of coverage and
customer service this market demands.
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Getting the right person
" . . . You (Sheila Cross, Customer
Service Representative, Medicare B
Claims) promised me, even though I
was leaving Florida . . . that you'd stay
with me . . . you've been a doll and I
can't thank you enough. It simply tells
me, once one gets the right person on a
case, it gets whipped into shape."
Prompt service pleases
"I was quite pleased with the prompt
service I received from Medicare B.

Everyone I spoke to by phone was very
courteous and helpful . . . You should
be proud of your pleasant and effi
cient staff."
Deserving of praise
" . . . Lola Marsh (Customer Service
Representative, Health Options of
Jacksonville) has been extremely helpful
in processing my claims. Not only has
she gone beyond the call of duty in
assisting me, but she has done so in a
patient, polite and efficient manner."

Superior Customer Service is when ...
You receive the help you need in a timely and professional manner.
Also, when the information is given courteously, and if in person,
with a smile, regardless of how irritable the customer may be.
Superior service is helping others overcome the boundaries that
they have put up for themselves.
Renita White, Medicare B Claims

Men's no. 1 team wins Bold
City championship
Having won the second-half Bold
City Industrial League championship
with a 1 4-3 record, the BCBSF Men's I
softball team finished 1-2 Labor Day
weekend in the Industrial Class A
National Softball Tournament in
Dothan, Alabama. They lost two
heartbreakers in extra innings, 8-7
and 1 2-8.
"It was an honor to go to a nation
al tournament and play against
teams from all over the country,"

BCBS NEWS
BCBSA announces stock option
for new company
The BCBS Association is offering its
Plans stock in BPS, Inc., which will
provide a new option for serving
national and local benefit accounts. The
new company initially will provide
extensive operational support through a
national account delivery center based
at BCBS of Missouri, which will operate
as a central site for claims processing
and administration. BPS also will
establish an operations research and
technical assessment consulting service,
supporting such areas as operations
research, information technology,
technology assessment, software
development and maintenance, and
implementation planning. BCBSA
President Bernard R. Tresnowski said
that BPS "signifies our system's
continued commitment to the health
care industry and provides Plans with
an important tool for capturing
new business."

Study shows private, long-term
care plans give minimal
protection
With average premiums from $3 18 to
$ 1 ,496 a year, the private long-term
care insurance currently on the market
is too expensive and too filled with
restrictions and exemptions to offer the
elderly much protection, says a
Brookings Institution research team
that studied 3 1 policies offered by 24
companies. The number of policies on

coach Johnny Rhoden said. "We feel
we represented the City of Jackson
ville and Blue Cross and Blue Shield
of Florida in the highest manner.
Hopefully next year we can qualify
again and put the other teams on
the low end of those scores."
Tearn members are Larry Shepard,
Reagan Soots, Greg Swift, Billy Jones,
Mike Burke, Mark Hughes, Bobby
Wilson, Frank Giordano, Travis
Bullard, Hal Markowitz and Larry
Bold, Jr.

the market has doubled since 1 983, but
while insurers "are starting ro take more
risks" by covering home and custodial
care, lengthening the coverage time,
and covering mental disorders, "the
bias is still toward skilled nursing home
coverage," they report.
Almost all policies require
hospitalization before they'll cover
skilled nursing home care, which
excludes "at least 25 percent of nursing
home admissions who come from other
places." Some also restrict where
covered skilled nursing care may be
delivered. Intermediate nursing care is
covered by 74 percent of the policies
studied, and custodial care by 87
percent. All of the policies offer
indemnity coverage, but few allow the
payment per day to rise or fall with
general inflation. Insurers should "focus
on adjusting benefits for inflation,
guaranteeing renewability of policies,
and clarifying definitions of levels of
care covered," the team concluded.

Employers like HMOs
Of almost 2,200 employers recently
surveyed, a third had HMOs as part of
their employee benefits, and 90 percent
of them said they were satisfied. Half of
them rated HMOs as "best overall,"
compared with PPOs and indemnity
plans. Employers with HMOs cited
lower costs and a broader benefits
selection as primary reasons they
offered an HMO option. The study by
the Metlife Healthcare Management
Corporation also found that employers
with 50 or more employees were more
likely to offer an HMO option than
those with fewer employees.

Why so many medical tests?
BCBS leads cost cutting effort
One in seven medical tests is either in
error or unreliable. The American
Medical Association found last year that
80 percent of doctors said they order
more tests than are really necessary,
"primarily for their profit and legal
protection." Half of all medical costs in
the U.S. in 1985 ($225 billion) were for
medical tests. A recent Washington
Post commentary said that if
government and private insurers paid
only for tests that were at least 80
percent accurate, the bill might be
reduced by more than $50 billion. "Blue
Cross and Blue Shield have already
started in that direction," the article
said, referring to the diagnostic testing
guidelines released by the BCBS
Association and the American College
of Physicians in April.
"It is an accepted medical maxim
that 70 percent of every diagnosis
comes from what the patient tells the
doctor, 20 percent from the physical
exam and only 10 percent from tests,"
the article said. Then why so many
tests? The article said part of it may be
a marked decline in patients'
confidence in their doctors, and a
feeling of importance some patients
find when they're the subject of many
tests. Also, it's estimated that more than
half of all medical tests are performed
in doctors' offices. Ten years ago, no
more than 10 percent of such tests
were done in an office, and less than
10 percent of doctors maintained their
own labs. Today, 90 percent do.
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Florida Plan will be smoke-free

T

o protect employees' health,
Blue Cross and Blue Shield of
Florida has joined a growing
number of BCBS Plans in eliminating
tobacco smoke. Effective January 1,
1988, smoking will be prohibited in all
facilities owned or leased by the
corporation, including vehicles.
A survey conducted in January
indicated that, today, 27.8 percent of
BCBSF employees smoke, compared
with 32 percent in 1985, when a
limited smoking policy was imposed
following careful internal study and
passage of Florida's Clean Indoor
Air Act.
Current policy prohibits smoking in
areas of common use and encourages
management and employees to develop

smoking arrangements for their work
areas. But a recent survey showed the
policy hasn't been effectively enforced
companywide, and that a growing
number of employees complain about
smoke. Recommendations for a revised
smoking policy were developed from
the survey results and other employee input.
Following the recommendations, and
in support of the Florida Plan's estab
lished value that employees are its most
important asset, executive staff, acting
May 28 as the Human Resources
Committee, approved a smoke-free
workplace policy.
According to the new policy, a
Project Planning Committee of smokers
and nonsmokers has been appointed to

develop an· implementation p
of the committee representafr
distributed recently for inforn
purposes, should employees }
questions or comments durin1
planning. During implementa
policy, all reasonable aid and
including smoking cessation J
grams, will be offered to smo�
need help.
Many BCBSF employees fet
Florida's leading health insun
Florida Plan should take the
responsibility for providing a
free workplace as a pro-active
to protect employees. Membe1
Project Planning Committee s
support of all employees to as
success of the revised smokin

BCBSF Medicare supplement surpasses
competition

I

n Florida last year, 47 of 98
Medicare supplement insurers
paid out in claims less than the
60-percent standard, the Tallahassee
Democrat reported. Despite that,
Insurance Commissioner Bill Gunter
said, residents of most other states
aren't as well protected as those in
Florida, where the overall Medicare
supplement payout was 82 cents on the
dollar in 1 986.
That's primarily because the two
companies that controlled 55 percent
of Florida1s $362-million Medicare
supplement market have loss ratios that
far exceed the 60-percent standard, the
article stated.
BCBSF, the largest Medicare
supplement insurer with more than
$120 million in premiums last year,

paid an average of more than 86 cents
in claims for every premium dollar.
Prudential, second largest, lost money
in Florida, paying an average of $1.01
in claims for each of its $80.3 million
premium dollars.
Of the other Medicare supplement
insurers, only about half paid above the
60-percent standard. Ten companies
that sold more than $1 million worth of
Medicare supplemental insurance failed
to meet the standard last year,
including some that have been
criticized for deceptive sales practices.
Last month, Gunter's office sent
letters to companies warning that they
may be required to lower their
premiums unless they can prove they'll
soon meet the 60-percem standard.

Smith is appointee
Regional V.P. for H
OPTIONS, Inc.
Richard M. Smith has been
regional vice president of r
OPTIONS, Inc. He'll contirn
rect the operations of HEAi
TIONS of South Florida, tht
largest HMO in Dade, Bro�
Palm Beach counties.
Smith became executive
of the South Florida office i
1986. Since then, it has trir
membership to more than t
members.

